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F::1��:i!!t politics Families And The Bottom Line In Washington, the talk is of "family values" and "family leave policies." Bush and Quayle, Gore and Clinton, and the entire spectrum of players know that a focus on the family makes good political sense. In business, the language is "family friendly," "work and family'' and "future workforce." The bottom line for corporations major and minor is that a focus on the family makes good economic sense. Understanding this, govern­ment is considering legislation that would regulate parental and family leave, while many businesses have already devoted 
considerable time and resources to deal with the key issues facing families, members of whom make up the nation's changing 
labor force. The "feminization of the work force," dependent care, education and training, and work and family policies are consistent agenda items both for government and business. For BCBSF, the issues are just as pressing. 
BCBSF Joins National Coalition In September, BCBSF joined forces with six other major area employers to help improve one of these pressing issues : the quality and availability of depen­dent care in Jacksonville. This Jacksonville effort is part of the American Business Collaborative for Quality Dependent Care, a nationwide initiative in which 137 U.S. 
companies are committing $25.4 million in 44 cities for dependent 
care programs. "The goal of the initiative is to help attract and retain a productive, motivated workforce so that businesses can be competitive now and in the future," says Deborah Williams, director of Compensation and Benefits, Human Resources. 
This local effort, which also 
involves American Express, AT & T Universal Card and AT & T American Transtech, Barnett Bank, the City of Jacksonville, IBM and Vistakon, (Johnson & Johnson Vision Products, Inc.), marks the first time that employ­ers who normally compete both 
for industry and employees have 
come together to collaborate on work and family issues. They have agreed to commit more than $164,000 to the improvement effort, citing the funds as an investment in their economic and 
competitive health. (See sidebar on page 2 for detailed efforts.) 
BCBSF's Deborah Williams, second from right, stands with Mayor Ed Austin and 
other representat ives from the Jacksonville businesses who have joined the 
American Business Collaborative for Quality Dependent Care. At the podium is 
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Quality Dependent Care Initiative 
The four projects initially identified for funding through the 
Jacksonville collaboration are grouped into four categories: 
• Comprehensive Infant/Toddler Training Course 
• School Vacation and Holiday camp 
• School-age Child Care Training Institute 
• NAEYC Accreditation Project 
The specific projects were selected based on the collective needs 
of employees of the participating Jacksonville businesses. 
"Through financial and other support, we will strengthen our 
community's dependent care infrastructure's ability to better serve 
the needs of our employees," says Jim Stallings, general manager of 
IBM in Jacksonville and chairperson for the Mayor's Commission To 
Mobilize For Children. ''We expect the Jacksonville collaboration will 
improve and increase the quality of available dependent care in the 
Jacksonville area." 
"Employee needs have also 
helped us identify our special 
assignment on the Jacksonville 
Collaboration for Quality 
Dependent Care," says Williams. 
"We'll be focusing on School 
Vacation and Holiday Camps, 
because employees have told us this 
is an ongoing concern for them." 
Basically, says Williams, 
BCBSFs interest in helping its 
employees also helps the company 
maintain a competitive edge with 
its work and family programs. 
Prenatal Education A Focus 
Family Friendly Company 
Each of these companies has a strong track 
record of support for family issues, says Williams. 
Blue Cross and Blue Shield of Florida, like many 
of the others, has been recognized for its "family 
friendly programs." In January, BCBSF was 
honored by the City of Jacksonville during its 
Additionally, BCBSF has increased its 
involvement in education efforts, specifically those 
that deal with helping pregnant women have 
healthier babies. 
annual "Week of the Working 
Parent'' celebration for 
Prenatal education has long been a concern of 
the company. Because the costs associated with 
Babies and You Fall Schedule 
implementation of the Sick BCBSF will again offer its very informative prenatal education classes for 
Dependent At Horne care women who are pregnant or planning to start a family. There are nine 
program. The program, in place classes, each held during lunch hours. Bring a brown-bag lunch to the 
for more than a year at BCBSF, classes. Drinks will be provided. The topics are: The ABCs of Healthy Childbearing, Eating for Two, 
provides care for dependents - Genetics, Exercise During Pregnancy, Coping with Stress; Tobacco, 
infants, children and elders- Drugs and Alcohol, Pregnancy After 35, Teenage Pregnancy, and Tips 
who live in an employee's home on Parenting. 
and require special care while the The classes are taught at Riverside Home Office Complex by Earline 
employee is at work. (See For Your McKinnie (791-6438) and at Freedom Commerce Centre by Brenda 
Sanchez Short (363-4632.) 
Benefit, page 6·) 
The schedule is as follows: 
The company has several other 
elements of a work and family 
program in place, says Williams, 
and will continue its efforts to 
meet the needs of the employees. 
"As we become aware of 
employee needs relating to work 
and family issues, we do our best 
to meet them," says Williams. "For 
Riverside Home Office Complex, Training Room #7 
Tuesday, October 6 through Friday, October 9 and Monday, October 12 
through Friday, October 16 from Noon to 1:15 p.m. 
Freedom Commerce Centre, in the Cafeteria meeting room. 
Wednesday, September 23 and Thursday, September 24 
Wednesday, September 30 and Thursday, October 1 
Tuesday, October 6; Wednesday, October 7 and Thursday, October 8 
Tuesday, October 20 and Wednesday, October 21. 
example, in South Florida after Hurricane Andrew problem pregnancies and caring for premature 
infants is so high, our prenatal education efforts 
over the past few years have increased 
significantly, both for our own employees and for 
destroyed some of the daycare facilities our 
employees depended on, we helped coordinate 
temporary arrangements for them so their 
dependents were cared for while the employees our customers. 
were at work." 
Dr. Jennifer Howse, president of the March of Dimes Birth Defects Foundation, 
talks with NER Vice President Ernie Brodsky after the September 18 Prenatal 
Education Seminar. 
Employees who are pregnant or 
planning a family can attend 
BCBSF' s onsite prenatal education 
classes, developed by the March of 
Dimes, called "Babies and You." The 
classes are taught by our own 
corporate nurses, Brenda Sanchez 
Short and Earline McKinnie. The 
nine classes teach mothers-to-be all 
the basics of healthy childbearing 
and even offer parenting tips. "And 
expectant fathers are more than 
welcome to attend," says McKinnie . 
"Classes will be starting again soon." 
(See schedule above.) 
And since January 2, 1992, our 
HMO and State Group customers 
have been offered the Healthy 
Addition program, another prenatal 
education program patterned on the 






employees drop by an average 
of 4.5 days per worker." 
"But it's the long-term value 
of the programs that may be 
even more significant," said 
Howse, "because America's 
competitive business edge in the 
next century begins with a 
healthy labor force capable of 
lifelong learning and 
productivity. Healthier babies 
today means a healthier 
workforce tomorrow." 
BCBSF is committed to prenatal education for its employees, customers 
and the community. 
In the interest of further 
demonstrating its commitment 
to that future workforce, BCBSF 
is also conducting a series of 
"Babies and You" training 
seminars around the state 
through October. These "train 
the trainers" workshops will 
teach the corporate nurses (or 
other qualified personnel) of 
regional businesses how to 
conduct Babies and You classes 
for their company's employees. 
Dimes. "Healthy Addition goes 
beyond basic education by 
incorporating a risk screening 
process, aimed at identifying 
women who are potentially at 
risk for complications of 
pregnancy," says Nancy Rand, 
Health Industry Analyst, 
Program Management. "For these 
women, Healthy Addition offers 
telephone monitoring and case 
management components that 
help to monitor and track their 
progress through pregnancy. 
''They are then helped by 
specially trained nurses on staff 
in our South Florida regional 
office to ensure they receive the 
care they need to deliver a 
healthy addition to their 
families," says Rand. 
A Model For Other Businesses 
The company's prenatal 
education efforts have been so 
successful they are now being 
modeled for other companies. 
On September 18, BCBSF 
hosted a half-day seminar for 
Jacksonville area businesses to 
explain how employers who 
implement a prenatal education 
program in the workplace for 
their employees can 
dramatically affect their bottom 
line. Featuring a keynote 
address by Dr. Jennifer Howse, 
Correction: 
president of the March of Dimes 
Birth Defects Foundation, the 
symposium was designed to 
help businesses large and small 
understand how they could cost­
effectively offer an outstanding 
benefit to their employees and 
reduce, at the same time, 
pregnancy- and birth-related 
problems, and lower 
absenteeism and lost 
productivity that can result from 
a problem pregnancy. 
Howse told attendees: "Many 
companies report that prenatal 
programs lead to productivity 
gains. Morale goes up. And sick 
days go down. One company 
started a prenatal program and 
saw absences among pregnant 
"These programs demon­
strate to our employees, 
customers and the community 
that an ounce of prevention 
really is worth a pound of cure," 
says Community Relations 
specialist Joyce McCall. "Our 
continued commitment both to 
education and outreach 
programs and to work and 
family issues will effect positive 
change in our community and 
ultimately, will help us all." ■ 
How BCBSF helps its working families 
BCBSF currently has several components of a Work and Family 
Program in place to help employees balance work and family 
responsibilities. 
These include: 
• A pre-tax dependent care account under the SelectFund 
Flexible Spending Account Program 
• Flexible work schedule policy 
• Sick and Well Dependent at Home care program 
• A leave policy that includes maternity and child care 
• Unpaid personal leave for personal situations 
• Summer Camp Information guides 
• Dependent Day Care information guides 
For more information about these benefits, call Mimi Gilbert-Quinn 
at 791-6088. 
Our apologies to the 120 members of Local Group Membership and Billing who collected 4,000 items for 
Jacksonville's City Rescue Mission. Their efforts were incorrectly credited to Direct Membership and 
Billing in the last issue of Profile. And special congratulations to the Southern Region and the 
Northwest Region, who placed first and second in the intradivisional contest held to raise items for 
Jacksonville's needy. 
Corporate Objectives 
These are the company's strategic 
objectives for 1992. Plans and 
initiatives undertaken this year should 
be in support of one or more of these 
objectives: 
Excellent Service 
We will provide to our customers 
predictable, understandable, hassle­
free service that is consistent with their 
expectations at purchase and that 
minimizes the need for customer 
involvement with payment to 
providers. 
Financial Strength 
We will maintain Blue Cross and Blue 
Shield of Florida as a financially 
strong and competitive organization. 
Market Share 
We will attain dominant private market 
share consistent with financial 
soundness, delivery of superior 
service and our overal I provider 
strength. 
National Association 
We will support a strong, effective 
national organization of plans. 
Organizational Effectiveness 
We will develop and maintain an 
effective, highly motivated and 
productive organization. 
Provider Relationships 
We will create sustainable competitive 
advantage through effective business 
relationships with providers. 
Public Understanding 
We will gain public and governmental 
understanding, acceptance and 
support of corporate policies, 
programs and actions. 
3 
Aspen Notes 
You love voice mail, but what do your 
customers think about it? Here are 
some tips to ensure that callers see 
voice information processing as an 
easy-to-use technology that improves 
the way they receive information. 
• Don't hide behind voice mail; 
reply promptly. 
• Personalize your greetings and 
change them frequently. 
• Leave detailed messages to avoid 
telephone tag. If you're requesting 
information, make sure your messages 
are complete and concise. 
• Ba brief. If you're rambling, erase 
and re-record. 
• If you're distributing a message 
to a long list of people, say their 
names at the end of the message. 
Stress Management 
Classes 
Managing our reactions to stress and a 
willingness to change habits are 
among the best ways to manage stress. 
PBO Training has developed a program 
to teach us how to keep our minds and 
bodies healthy so that we are 
physically and mentally equipped to 
deal with stressful situations that arise 
both at work and in our personal lives. 
The program also provides coping 
techniques and tells us how to 
reinforce these techniques in our 
day-to-day activities. 
The course is being offered in a 
variety of timeframes: early morning, 
lunch-time, late afternoon, or during 
two-way communications meetings. 
There are six modules of an hour each. 
To attend the classes, obtain, complete 
and send a Training 
RequesVAcknowledgement form 
properly signed by your super-visor or 
manager to PBO Training and 
Development. FC2-1. For more infor­















Health Options Accreditation 
Scheduled For November 
Quality of health care is an issue that has gained 
national attention. It's an issue that has special 
significance for Blue Cross and Blue Shield of 
Florida as the state's largest provider of health 
care. While consumers in general are increasingly 
concerned with quality, our customers in 
particular expect and demand high quality. 
Accreditation by a reputable organization is 
one measure of quality considered credible and 
acceptable by many consumers. 
"To help us demonstrate the quality of our 
health maintenance organization, Health Options, 
we've contracted with a nationally recognized 
organization to perform an accreditation survey," 
says Debra MacClennan, director of Institutional, 
Utilization and Quality Management programs. 
"In November, 1992, the National Committee 
for Quality Assurance (NCQA) will survey our 
Health Options operations to evaluate 
effectiveness in several major categories: quality 
management, utilization management, members' 
rights and responsibilities, preventive health 
services, provider credentialing and medical 
record documentation," says MacClennan. 
NCQA will survey all regions to make sure we 
are in compliance not only with the NCQA 
standards, but also with State of Florida statutes 
that govern all HMO operations in Florida. As of 
October, 1991, all Florida HMOs must be 
accredited to retain their license to operate. For 
Company Is Strong 
And Growing 
This month, all employees will receive 
a copy of the 1991 Annual Report, 
which stresses the company's financial 
strength and managed care 
philosophy. 
The illustrated report highlights 
the company's efforts in shaping the 
future of health care and includes 
messages from Chairman of the Board 
G. Hunter Gibbons and President and 
CEO William E. Flaherty. 
A summary message contained in 
the report says: "Blue Cross and Blue 
Shield of Florida is strong and 
growing and our continued positive 
financial results assure that our 
customers are protected." 
For more information or for 
additional copies of this year's 
annual report, call Public Relations 
at (904) 791-6122. ■ 
this reason, a representative from the Department 
of Health and Rehabilitative Services will also be 
present during the accreditation process to 
evaluate Health Options. 
'"The upcoming accreditation survey process is 
very significant for BCBSF," says Mac.Clennan. 
''Preparing for it has required cooperation and com­
mitment from employees in all areas of the company. 
Since early this year, several key work groups have 
been working hard to ensure that we do everything 
necessary to meet the accreditation standards. 
''We see this process as an excellent opportun­
ity to assure our customers of the high quality of 






in the spotlight 
Anti-Fraud Programs 
Save Big Bucks 
Increased anti-fraud activities 
helped BCBSF net more than 
$1.2 million in recoveries and 
savings last year, says Chuck 
Hammaker, director of Security 
and Asset Protection. 
"This reflects a 122 percent 
increase over 1990 savings of 
$515,967," says Hammaker, who 
heads the company's 13-member 
Special Investigation Unit. 
Referrals to law enforcement 
agencies increased 136 percent, 
from 11 in 1990 to 26 in 1991. 
"Our Special Investigations 
Unit has been very successful 
over the past year in its efforts to 
help control health care costs for 
our customers," says 
Hammaker. The team of skilled 
investigators includes retired 
Secret Service and FBI agents, 
detectives and police officers, 
and seasoned BCBSF employees 
with backgrounds in Audit, 




"Besides investigating cases 
of fraud, members of the SIU 
help educate consumers to 
beware of and recognize fraud," 
says Nancy Bradford, manager of 
the unit. "We're very proud of 
our team and our programs, 
which have been quite successful 
in curbing fraudulent and 
abusive activities." 
In 1991, BCBSF opened 170 
investigations into fraud and 
abuse cases involving providers, 
customers or employees, says 
Bradford. 
Schemes used to defraud the 
company and our policyholders 
have included: charging for 
services not actually performed, 
billing for more expensive 
services than were provided, 
billing for physicians whose 
licensing was based on false 
information, altering of medical 
bills, and submitting improper 
codes to receive additional 
reimbursement. 
Our anti-fraud activities range 
from telephone hotlines to detailed 
undercover investigations, often 
conducted in cooperation with 
federal and state investigators, 
says Bradford. "Employees or 
customers of BCBSF who suspect 
any type of health insurance fraud 
should call our toll-free hotline, 
which is 1 (800) 678-8355, between 
the hours of 8 a.m to 4:30 p.m. 
Monday through Friday. ■ 
In addition to aggressively pursuing anti-fraud activities that help reduce health care costs for our customers, 
BCBSF's Special Investigations Unit is very involved at a national level in the fight against fraud. 
A number of the SIU team members serve on advisory boards and task forces and make presentations 
around the country on fraud and abuse topics. 
Some recent involvements include: 
• Member of the BCBSA National Anti-Fraud Advisory Board. 
• Member of the Federal Employees Program Anti-Fraud Advisory Group. 
• Member of the Board of Regents of the National Association of Certified Fraud Examiners. 
• Member of the State of Florida Health Care Task Force. 
Additionally, SIU members have made special presentations at the FBI Training sessions held in conjunction 
with the U.S. Attorney's office. 
"Bee The Best That You Can Be" is 
the message Douglas Anderson 
School of the Arts students shared 
with FEP employees at Freedom 
Commerce Centre recently. The 
students wrote, choreographed and 
performed an inspiring song about 
teamwork and communication. 
Their performance at FCC was 
filmed for a video that was used to 
kick off a national FEP conference 
workshop titled "Improving Internal 
Communications to Gain 
Management Commitment. "  The 
conference, held September 20-23, 
was a raving success, thanks in part 
to the video, says Laury Keen, 
manager of FEP Marketing, who led 
the Internal Communications 
workshop and earned high marks 
from conference attendees for her 
efforts. The FEP Bee video is 
available for any BCBSF two-way 
communications meetings. Call 








The following employees celebrated 
anniversaries in September: 
firs ysars 
Angeline Grayson, Subrogation 
Specialist . . .  Hi!de!ita R. Hernandez, 
Health Industry Analyst. . .  Billie J. 
Linnane, Operation Analyst. . .  Sheila S. 
McNeil, Data Entry Operator . .. John 
Shephard, Accounting Analyst B . . .  
Joann M. Singleton, Correspondence 
Rep A . . .  Carole E. Termo, Utilization 
Review Coordinator. 
tsn ysars 
Theresa Jean Bell, Supervisor, Med B 
Communications . . .  Milagrosa 
Cuadrado Perez, Operation Analyst 1 1 .  . .  
Amy M. DeMaggio, H I S  Project 
Manager . . .  Melinda S. Gatlin, Claims 
Service Representative 1 1 1  . . .  Francisco 
L. Gutierrez, Jr. , Section Leader, Tech 
Spec . . .  Filomena D. Isla, Technical 
Analyst I ... John L. Johnson, 
Customer Service Rep B . . .  Barbara D. 
Lanham, Word Processing 
Technician . . . Debora G. Linley, Claims 
Service Rep IV . . . Sa/ustiano Lopez, 
Medical Analyst Medicare B 
Communication . . .  Charles J. 
McAneny, Quality Analyst Med B 
Communications . . . Bunny A. 
McGinnis, Accounting Clerk C . . .  Ethel 
M. Miranda, Operation Analyst .. . 
Kathy S. Range, Fraud & Abuse 
Analyst. .. Oscar S. Sadsarin, 
Customer Service Representative B . . .  
Theresa S. Van Ma/sen, Customer 
Service Rep B . .. Twyla C. Williams, 
Quality Analyst QC & Analysis PBO . . .  
Maria P. Wood, Fraud & Abuse 
Analyst. 
fitts,m ysars 
Larry S. Bold, Control Analyst EDP . . .  
Nancy J. Brackett, Customer Service 
Rep B . . .  Sharon A. Burroughs, Senior 
Examiner . . .  Wanda G. Crews, 
Secretary B . . .  Jed H. Gaza/eh, 
Supervisor Claims & Customer 
Service ... Shirley M. Glascock, 
Accounting Analyst A . . .  Kimberly S. 
Gray, Executive Secretary A . . .  Maureen 
S. Kelley, Quality Analyst In-Line . . .  
David R. McA!ee, Senior Tax Analyst. . .  
Alberto J. Salierno, Manager Major 
Accounts. Public. 
service anniversaries 





Mae B. Bell, Enrol lment Change 
Clerk . . .  Carolyn E Cowen, Hardware 
Support Specialist, Sandra N. 
Dillinger, Reimbursement Specialist, 
Med icare B . . .  Joyce P. Eady, Control 
C lerk A. .. Sandra A. Green, Claims 
Examiner B . . . Bernice R. Richardson, 
Secretary A. . .  Linda D. Steckley, 
Executive Secretary B. . .  Vonda lee 
Stevenson, Medicare B . . .  Yvonne G. 
Taylor, Correspondence 
Representative B . . .  Norvie D. Whetsel, 
Claims Service Rep I l l  . . .  Dana R. 
Wiggins, Admin istrative Analyst, 
Marketing Support. . .  Marcedea L. 
Williams, Customer Service Rep C . . .  
twsnty-llrs JflatS 
Estella Griffin, Medicare Secondary 
Payor Analyst. . .  Erma L. Johnson, 
Auditor I l l  . . .  Paul D. Naylor. Sen ior 
Technical Analyst. 
thirty ysars 
Mary L. Hershberger, Add itional 
Development Exam. 
COITBt:llons: 
Our apologies to Medicare B 
Employee Education Special ist Don 
Boyle, who celebrated his 20-year 
anniversary in August, for spe l l i ng h is 
name i ncorrectly, and to Operation 
Analyst II Susan L. Walker for omitti ng 
her name entirely. Susan celebrated 
her 1 0-year anniversary with BCBSF 
in August. 
6 
for your benefit 
Helping Employees Balance 
Work And Family 
As more employees become involved in a double 
dependent situation of child care and elder care, 
BCBSF has added benefit programs to help 
balance work and family. 
For instance, it's a weekday morning, and your 
child doesn't feel well enough to go to school. Or it's 
a school holiday, and you don't have day care. Or, 
maybe you have an elderly 
dependent who lives in your home 
who needs care while you work. 
Who do you call for help? 
How about Nannies pm, a kind 
of modern-day Mary Poppins 
service that's available to BCBSF 
employees? 
service. Nannies must have child care experience 
and meet a rigorous set of qualifications. 
Prospective Nannies undergo in-depth screening, a 
10-year background check and fingerprinting. They 
are investigated for child abuse and criminal 
records and their driving, credit and worker's 
compensation records are also scrutinized. 
Nanny applicants must produce a TB test or 
chest X-ray taken within the previous six months. 
They are screened for communicable diseases and 
drug abuse. Their health documentation is updated 
annually. If accepted, Nannies 
attend Pediatric Basic Life 
Support and infant CPR classes 
and receive child development 
and educational training. 
''We started the Nannies pm 
program in Jacksonville in April of 
1991," says Mimi Gilbert-Quinn, 
Senior Compensation and Benefits 
Analyst. ''We received such good 
NANNIES 
OF BALWINK 
"I'm a mom," says Gilbert­
Quinn, who has used the service 
herself. "I understand the 
apprehension of leaving your 
child with a stranger." She 
suggests that parents have the 
Nanny come an hour or two 
feedback that this year, we extended 
it to several regional offices through a sister 
company of Nannies pm called Nurses pm, 
increased the company subsidy, and added well­
dependent care to the existing sick dependent care." 
BCBSF Board Coordinator Barbara Riggan has 
used the service and recommends it highly. "I 
think this is a great benefit for employees," says 
Riggan. "The nannies are very competent and I've 
been very pleased with them." 
Before starting Nannies pm, Human Resources 
talked to other companies who use similar 
services, and to other employers who use Nannies 
prn. "The program was also reviewed by our 
Legal and Risk Management departments," says 
Gilbert-Quinn. 
Rigorous Screening Process 
Where Nannies pm is concerned, Gilbert-Quinn 
made it clear that it's a lot more than a babysitting 
career corner 
before they have to leave to get 
acquainted. Also, the same 
Nanny may be requested each time. 
How To Sign Up 
BCBSF employees may enroll in the program 
through the Compensation and Benefits Depart­
ment. Each participating employee is entitled to 50 
hours of service during the calendar year. There is a 
one-time $50 enrollment fee. For employees with 
base salaries of $30,000 or less, BCBSF pays 75 
percent of the hourly fee. For employees with base 
salaries over $30,000, BCBSF pays 50 percent of the 
hovrly fee. Nannies pm charges $9 per hour. 
Nurses pm charges $10.50 an hour. 
"A lot of the Nannies are more like Grannies," 
says Gilbert-Quinn. "And there are some college 
students, too." 
Like Mary Poppins, Nannies have a dress code 
and Nanny bag filled with toys and coloring 
books. They also carry a picture I.D. But no 
umbrella. (Unless it's raining!) ■ 
n You Want To Be A Leader 
A study of leaders by the Center 
of Creative Leadership points 
out key faults that can derail 
potential leaders. 
• Being cold, aloof and 
arrogant. Remember that 
successful leaders are accessible 
and friendly-and they solicit 
opinions from colleagues. 
support they need, and get out 
of their way. Remember that the 
best people make you look good. 
• Failing to adapt to a boss with 
a different style. Examples: If 
your boss arrives at 9 a.m. and 
you were in at 6:30 a.m. but 
leave at 4 p.m., realize that your 
boss may not know you arrived 
a few hours earlier. If your boss 
values a neat desk, keep one. 
Leaders pick up cues quickly 
and adjust as needed . 
• Being insensitive to others. 
Remember that true bullies 
never make it to the top. They 
can't build a stable, strong, 
capable staff. 
• Forgetting the future. Leaders 
can't be satisfied with the 
present. They must constantly 
be working with the staff to plan 
needed changes. 
• Betraying trust. Remember to 
respect confidential information 
and to trust capable people to 
get the job done. 
• Overmanaging. Leaders learn 
to delegate and remain 
uninvolved with the trivial. 
• Failing to staff effectively. 
Leaders surround themselves 
with the right people, provide 
them with the resources and 
Source: Just Promoted, by 
Edward Betof and Frederic 
Harwood. ■ 
